SUMMARY. The authors discuss the changing library needs of law students as computers, technology and legal publishing evolve. In order to track the evolving needs of students, the authors discuss ways that librarians can survey students and explain how focus groups and usability tests can provide further insights regarding students' research skills and information needs. The article examines the literature regarding information literacy and suggests minimum standards for legal information literacy upon graduation, and the authors suggest new services that law librarians could create for law students. Next the authors examine the recent literature about Library 2.0 services, and offer suggestions on incorporating Library 2.0 principles into law library services.
I. INTRODUCTION
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2 students has an ever-greater expectation of conducting research more easily and seamlessly, especially as the rate of change is rapidly increasing. Until the 1990s legal research had to be performed in a physical library; now, however, students expect to be able to conduct research anywhere that they can connect to the Internet, using wireless computers or even cell phones. Email has become a standard means of communication in law schools within the last fifteen years, but some are already questioning whether e-mail will be replaced by social networking Websites 1 such as Facebook. 2 During the 2007
American Association of Law Schools meeting Michael Harvey, a law student at Santa Clara Law School, noted that many law students use their Facebook accounts more than they use email to communicate with friends. Mr. Harvey is not unique in his outlook; others in academia have noticed the decline in email and the popularity of Facebook 3 , a service that has only been available since February 2004 and has quickly become one of the most-used sites by college students, who check their Facebook profiles on average of six times per day. 4 Providing library services for law students who primarily obtain information through participatory networking sites such as Facebook may be just one way that law libraries will evolve during the 21st Century.
II. SURVEYS: DISCOVERING STUDENTS' EVOLVING LIBRARY NEEDS
To design student services that meet student expectations and needs in this rapidly changing environment, librarians must know how to identify and understand students' library needs. Surveys and other market research principles are excellent ways to determine what library services would most benefit students. When used properly, 3 surveys are powerful assessment tools that can provide the answers to these questions and provide guidance on improving service and planning for the future.
A. Designing an Effective Student Survey
There are three parts to conducting a successful survey: assessment, analysis, and action. 5 
Assessment: Creation and Dissemination of the Survey
When selecting or creating a survey to use, librarians should keep in mind that the following features and choices will make a difference in the quality and response rate:
1. A set of core questions will enable you to establish benchmarks. These questions should ask for information regarding how often the library is used and for what purpose, how often reference assistance is requested, service satisfaction (circulation and reference), and use of print and electronic sources. librarians know what is best for students and to blame them when library services and resources are under-utilized. 10 Librarians must be open to new ideas, but also be careful not to promise or imply something that cannot be delivered.
6. An initial decision on whether to survey the entire student body, or just a sample of the student body, must be made. 11 It could influence survey design.
7. Avoid "survey fatigue" by limiting surveys of students to every other year or every three years. Also keep the survey short; it should take no more than ten minutes to complete. 12 
Analysis of Survey Results
Survey software will tabulate the results, but analysis is needed to determine if service 3. Cross tabulations: "comparing responses using two variables," 16 such as the overall satisfaction of day students versus evening students.
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Data from open-ended comments boxes will also need to be analyzed. 21 an established method of measuring customer satisfaction that is widely used by a variety of institutions, especially those in the retail and service industries. 22 While SERVQUAL was found to be a valuable survey tool, it needed to be modified to provide the best possible results for academic libraries. 23 
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The first LibQUAL+™ survey was conducted at twelve universities as part of an ARL The LibQUAL+™ survey uses an approach designed to identify gaps between a patron's minimum, desired, and perceived levels of service. For each question, patrons are asked to rate between 1 and 9 the minimum level of service they will accept, the level of service they desire, and the level of service they believe that they are actually receiving. 26 The core part of the survey contains 22 questions and covers three areas: Affect of Service, Information Control (resources and equipment), and Library as Place. There are an additional fifteen questions that cover demographics and general satisfaction with library services. There is also an open-ended comment box. LibQUAL+™ does permit librarians to create categories of patrons, such as day student or evening student.
Separate survey reports are generated for each patron category that the library identified.
LibQUAL+™ can be a useful way to begin assessing library services. There are several strengths to LibQUAL+™, such as the ability to identify benchmarks and determine if those benchmarks are consistently being met; the ability to track trends; the availability 7 of the gap scores to determine areas of importance to students; and, the ability to use norms to compare one institution's scores to the scores of other comparable institutions.
27
However, LibQUAL+™ is not intended to be the only type of data collection librarians perform for service assessment. LibQUAL+™ was originally developed as a normative measures tool, a way to identify best practices in institutions that regularly meet users' expectations for service. 28 LibQUAL+™ is considered a total market survey, one of several ways to listen to users. 29 The questions are therefore fairly broad, necessitating • Group Size -As a general rule, discussion groups should contain between two and fourteen participants in order to have a robust discussion. Keep in mind that smaller groups are dominated by outspoken individuals and larger groups sometimes lack group cohesion.
• Characteristics of the Group -Individuals should be comfortable talking about the issue and have some knowledge about the topic.
• Incentive -In order to increase participation organizations often provide food and pay an enticement fee, usually $25 -$50.
• Scheduling -An optimal time to conduct focus groups is during or immediately after normal business hours.
• Approval -In an academic institution the organizers may need to first complete human subject release forms before conducting the study.
• Role of moderator -The moderator must be prepared to stimulate the discussion, keep the group from veering off topic, and stop an outspoken participant from dominating the conversation.
• Questions -Before conducting a focus group the moderator must craft clear straightforward questions designed to start thoughtful discussion.
• Analysis and reports -After conducting the focus group the moderator should organize and classify the responses.
•
B. Usability Testing
While focus groups can help identify what services patrons need or want, usability studies are designed to test whether a product or service works properly and meets the patron's needs. 39 This is especially important to get feedback on library web sites. Steve
Krug, an expert on usability testing for Web sites, explains that there are two types of usability studies:
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• "Get it" tests that determine whether users understand the purpose and function of a Web site, and
• "Key task" tests that investigate whether users can perform particular tasks on the site.
Under Krug's recommendation, anyone with a minimal knowledge of the Web can be a participant in a usability test. However, it is important to decide how many testers to recruit and how many rounds of testing to organize. 41 An optimal test will have two to three rounds of testing, each using no more than five participants. Studies indicate that not much benefit is gained from having more than three people test a Website. 42 After the first round of tests, a Web designer should fix the identified problems and then conduct another round of tests with three to four people. During the second round the participants may determine if the designers effectively fixed the problem and they may uncover other problems that the first testers could not find. 43 A third round of usability tests should verify that the developers fixed all of the identified problems.
Librarians have effectively used both focus groups and usability tests to develop and refine student services. 44 A 2002 article by Kim Vassiliadis and Lisa Stimatz, two instructional services librarians, provides a good example of this. 45 In preparation to teach students how to use a specific library online tool, the librarians conducted focus group interviews and usability tests and learned that the students did not need research training. Instead, the results of the interviews and tests revealed deficiencies in the Web site that were preventing the students from effectively using the resources. 46 
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Vassiliadis and Stimatz advise reference and instructional librarians to regularly conduct market research studies. They point out two benefits from this process. First, these librarians are especially qualified to evaluate students' needs because they already identify a patron's information needs every time they conduct a reference interview.
Instructional librarians are experienced in determining when a patron needs to learn a new skill and are in a good position to either teach students how to use a library system or to explain to the library's Web designer how to create systems that will better serve the students' needs. Secondly, by helping to build Web-based services that are easy for students to use, instructional librarians can spend less time teaching students how to navigate the library's Web sites and instead teach students advanced research skills and provide guidance on evaluating information. 47 
IV. What Do Law Students Know About Research
As a library plans its student services it is useful to investigate the literature about student research needs in the 21 st century. At least two studies, discussed below, have found that law students lack both the technical skills to conduct research and the ability to effectively use the resources they do locate, a proficiency generally referred to as information literacy. Moreover, even if law students are competent at general research, rarely do they have the necessary skills for legal research.
A 2003 study at Boston University Law School, Northwestern University Law School, and The University of North Carolina at Chapel Hill surveyed 330 entering law students and asked them about their information seeking and evaluation skills. 48 Although the 14 students viewed themselves as adequate to good researchers, the study revealed that they did not know how to answer basic research questions. Nor did many understand basic research-building concepts. 49 For example, when asked how they would find more recent research that follows up a known article, 42.1% incorrectly suggested using the bibliography in the article to find related articles. 20.6% did not know the answer and 4.8% suggested looking for articles in the library's catalog. 50 One of the most interesting results from the study was the students' confusion about the library catalog. Only 58.2% knew that it is a finding tool to discover titles owned by the library, while 30.5% responded that the catalog also contains lists of respected scholars in a particular field, scholarly articles, and lists of university courses, confusing the library catalog with the university course catalog. Another 9.6% did not know at all what to find in a library catalog. The question seems to indicate that there is a fundamental misunderstanding of the different research tools in a library. 51 In a 2005 article, Lee Peoples reports that, while teaching an advanced legal research class, he asked 28 third-and fourth-year law students the same basic research questions to determine if they had learned better research skills during law school. The results were stark. 41% rated themselves as good researchers, 26% rated themselves as very good, and 12% said that they were excellent researchers. However, of this group, 57% did not understand the content of a library catalog, and 39% did not understand basic Boolean concepts. 52 
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Peoples also asked the same 28 upper-level law students to complete a battery of legal research questions, using both print and electronic resources to find their answers.
During this exercise they discovered that it is more effective and efficient to use a print digest than an electronic database to find cases that contain specific factual situations.
However, students also found that they could more effectively use electronic resources than print digests to find cases that best explain a specific legal rule. During the study Peoples verified that continued research instruction helps students, as he found that students who had previously participated in research training opportunities were the best researchers. The study also revealed that students are devoted to electronic resources.
Even students who missed questions while using electronic resources but answered them correctly with print digests still rated the print digest as less effective, and they asked for more instructions on how to use electronic terms and connectors searches. 53 
V. Information Literacy in Law School
Collectively, the literature suggests that legal research instructional classes or programs must start with an assumption that the students lack basic research and information literacy skills. An illustration of these deficiencies occurred when one of the authors of this article taught a legal research class during the Spring 2005 semester. A research assignment asked the students to locate the Texas statute that set the minimum age for obtaining a tattoo. One smart and computer-savvy student cited a Web site from the Texas Department of State Health Services that explained how the agency regulates the tattoo industry. The Web page cited to a Texas Administrative Code section that set the minimum age for a tattoo. The student knew how to find information on the Internet and even knew that information from a state agency can be trusted. However, the student lacked the information literacy skills needed to know the difference between a statute and a regulation, and why it is necessary to search for a statute even after locating an appropriate regulation.
Information literacy refers to the ability to identify when it is necessary to look for information, to know how to locate it, and to understand how to evaluate and use the information once it is located. 54 Those who are information literate understand how the information is organized and can later determine not only what kind of information is needed to solve a problem, but also how to interpret the information. The Association of
College and Research Libraries provides the following standards for information literacy.
Information literate people are able to:
• determine the nature and extent of information needed,
• access information effectively and efficiently,
• evaluate critically the source of the information and incorporate the information into the person's knowledge base,
• use information effectively to accomplish a specific purpose, and
• understand the ethical and social issues regarding the information and use the information ethically and legally.55
For a law student to be information literate, in addition to the above, he or she must understand the following:
• The legal authority underlying each document as well as the hierarchy of legal authorities. For example, the information literate should know that a regulation must be authorized by a statute which must be authorized by a constitution, and the student must be able to use that knowledge to gain a better understanding of the law.
• The legal authority given to each law-making body. The Constitution grants federal courts far different authority than Congress grants to regulatory agencies.
By understanding that distinction students can more easily grasp the dissimilar legal significance of decisions from the federal court and from a federal agency's appeals board.
• The various kinds of information that is available in each type of legal document.
For example, the student should know that the Federal Register has background information about each federal regulation and that Congressional hearing transcripts are significant sources of public policy considerations about legal problems.
• The appropriate usage of information from other disciplines and the legal significance of that information. For example, a good researcher knows when to look for a social science resource to predict the best interests of the child in a custody case, but one who is information literate understands the value of learning what kinds of social science has been persuasive in past custody litigation and searching for similar types of information.
IV. Designing an Information Literacy Tutorial for 21 st Century Law Students
Lee Peoples' study, discussed earlier in this article, illustrated that law students do not have basic legal research skills even in their second or third year of law school and that each school should teach information literacy skills beyond its basic legal writing course. 56 However, many law schools do not or cannot offer advanced legal research courses for all upper-class law students. In order to reach those students who want more legal research instruction than the law school offers, libraries should continue to create research guides and tutorials along with offering traditional reference services and more formal teaching. These library services will provide patrons with information resources that they can use in their own environment and at their own pace.
57

A. Elements of a Good Tutorial
Well-designed research tutorials explain issues of information literacy, such as why patrons should use specific library resources, what types of information is available through each resource, and how to evaluate that information. 58 In a 2005 study, researchers evaluated ARL Web sites to identify those that employed
Web-based tutorials with active learning elements. The article defined active learning tutorials as those which explained research techniques, asked questions for the patron to answer, and provided feedback to explain the correct answers. Active learning tutorials kept the patrons' attention by requiring that they answer questions and by providing feedback that reinforced the information learned. 59 Of the Web sites evaluated, 60% had active learning tutorials, 60 an increase from the 37% found in a similar 1999 study. 61 
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In designing an effective research tutorial consider the following active learning techniques:
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• multiple-choice quizzes with instant feedback,
• exercises that provide both instruction as well as a place for student activity (often separated into two frames or two browser windows, one for instruction and the other for activity),
• the ability to answer questions online and have the answers electronically sent to an instructor for grading or feedback,
• lessons that prioritize conceptual instruction,
• assignments that promote student collaboration,
• instructions state a clear objective or lesson plan,
• lessons that provide different channels for learning the topic (such as audio and textual channels), and
• instructions that offer ways to ask for further assistance from a librarian.
A 2006 study by Li Zhang, a research scientist, found that current tutorials are also more technologically sophisticated and more visually engaging, as they use active learning strategies and incorporate multi-media elements such as graphics, audio, or video. 63 While noting that there are at least two distinct learning styles, those who learn by listening, and those who learn by watching, the article points out that tutorials with audiovisual elements fulfill the need of both groups. The author suggested that tutorials include the following design recommendations:
• use text in clear and simple pages, to avoid overwhelming or confusing users,
• use color consistently throughout the tutorial to help the students identify the organization and relationships of the information,
• use graphics and visuals which aid the learning process by illustrating information in the tutorial,
• incorporate navigation tools which efficiently guide the student through the tutorial and allow the student to have control and flexibility over the learning process,
• integrate audio and video as alternative channels for students to learn information, and
• provide students with the ability to pause and repeat audio/video passages.
B. Online Tutorials using Shockwave Flash
Librarians can provide students with interactive, engaging and informative tutorials and package them as audio or video files which students can download to their computers, iPods, or MP3 players to use on campus or away. Online tutorials can explain library resources, as well as highlight and promote key resources, and offer virtual library tours.
While librarians might design most tutorials for the general student body, they could also design some to meet the specific needs of individual courses or groups of students. As students become more comfortable downloading audio and video files with music, radio and television programs, they will also become more interested in downloading multimedia tutorials with library programming. content provided on the pages, but the services that allow users to create social networks. 73 By gathering large groups of people online, Web 2.0 applications allow individuals to benefit from the wisdom of a large collection of opinions and experience. 74 Other Web 2.0 concepts include online programs that allow developers to continuously maintain and upgrade the software, in which "users are treated as co-developers," 75 programs that are simple to use and designed for "remixability" 76 or "mash-ups" with other software applications (that is, combining features of several different programs), and software that works effectively in many different types of devices. 77 Amazon.com 78 is an example of a Web 2.0-based Website because it improves as more people contribute content to the site. Amazon's product descriptions are superior to others because they include customer reviews, increasing the value of the Website each time someone submits a review. Amazon also provides customers with more product information through its feature labeled: "customers who bought this item also bought," Website which an author can easily update and allow readers to comment on each posting. 81 By allowing readers to post comments, a blog can create a forum for community discussion. Neither blog authors nor contributors need specialized software; they can add content to the blog through their own Web browser. An RSS feed is a type of syndication that allows authors to distribute news or other information to subscribers, paid or unpaid. 82 It is possible to read RSS feed content through specialized software such as RSS newsreaders. People can also incorporate RSS content directly into their own Websites, which are then automatically updated each time the RSS author adds new content. Podcasts use syndication feeds, like RSS feeds, which allow authors to distribute audio or video files. 83 Wiki software allows many people to collectively edit and update an article online. 84 Wikipedia is a popular and free wiki-based encyclopedia that is collectively authored and edited by anyone with a Web browser and Internet access. 85 Contributors can edit a wiki on the wiki's own Website, without using specialized software. • Content Sharing -libraries should provide content for others to use or reuse, such as RSS feeds which deliver information that can be integrated into other Web sites.
• User Participation -library Web applications should allow people to work collaboratively to create content, such as through wikis, online documents that can be collectively edited by many people.
• Social Interaction -since people create better learning environments by working together, in person or online through social networking Web sites, libraries should provide opportunities for patrons to collectively create wiki-based or blog-based research guides.
In a paper prepared for the American Library Association's Office for Information
Technology Policy, a group at Syracuse University's School of Information Studies 25 argues that libraries have a duty to use technology to help build participatory networks. 88 They embrace a "conversation theory" of knowledge that holds that people and groups learn through conversations, either orally or in writing. The authors argue that since the main goal of a library is to help people gain knowledge, librarians must work to promote broad conversations through participatory networking. 89 The Syracuse group asks that librarians not consider participatory networks a peripheral project, but treat them as integral parts of their libraries' missions. The library has also added a blog-like interface over its catalog which allows patrons to add reviews and comments. Patrons may also comment on each others reviews. Through this change the library has transformed its catalog into a platform for generating discussion and building participatory networks. 91 The Plymouth State University Library also has a blog-based catalog that allows users to add their own comments. 92 By using podcast technology librarians may even deliver tutorials and other multi-media files directly to students. 93 The Oklahoma City Law Library offers a video podcast of a tutorial on Statutory research, 94 and the Center for Computer-Assisted Legal Instruction (CALI) offers several podcasts devoted to teaching law and legal research skills to law students. 95 Libraries have also begun to use wikis to provide services. For example, the St. Joseph
County Public library used a wiki program to create several subject research guides. 96 
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Because they are available through a wiki, library patrons can contribute to the guides and collectively share knowledge. a researcher with an account on an SRM finds a Web site that discusses copyright law for electronic reserves, she can bookmark it on a social reference manager, give it tags for "copyright" and "reserves" and then look at the bookmarks of anyone who had also bookmarked that Web site. The researcher can also look at all of the bookmarks of other people who have tagged that original Web site under the terms "copyright" and "reserves."
By using an SRM, researchers have two new ways to locate and gauge the significance of documents. A library's catalog will help a student find a book with the same subject heading as one assigned to a known book. SRMs provide similar information, but they also tell users how many people have tagged any given item, and allow participants to review the bookmark collections of others who share similar interests.
Knowing how many other people have tagged an item provides information about the popularity of each item. Resources are usually popular because they are clear, valuable, or groundbreaking. SMRs allow researchers to identify popular items quickly and read them before other less valuable documents. Another advantage of SRMs is the ability to locate the bookmarks of trusted researchers, recognized organizations, or topic experts.
Learning that a trusted person or group has publicly bookmarked a resource gives additional validity to that item. In addition, an expert is likely to have bookmarks that are 28 comprehensive bibliographies of the person's specialty, or bookmarks that highlight the most valuable documents about the topic. In most instances, a researcher will find a useful bibliography by locating an expert's SMR page.
One concern about SRMs is the lack of standardized subject headings to organize information. SRMs instead use tags, which are not part of a controlled vocabulary. 99 In order to address this concern, some SRMs have incorporated a system known as collaborative tagging, a service that provides users with the most common tags that other participants have used to label a given item. This information appears each time a user bookmarks a site. These services may also provide tag suggestions based upon an analysis of the site's unique identifiers, such as its URL.
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Collaborative tagging systems are not yet as effective for research as traditional subject headings, because researchers sometimes still use imprecise or inconsistent tags which may not effectively collocate similar items. 101 Even with these shortcomings, studies have found that collaborative tags are useful tools to find resources. 102 Occasionally collaborative tags can improve upon traditional subject headings, specifically when they allow researchers to make classification distinctions that catalogers do not recognize. In an article about collaborative tagging, George Macgregor & Emma McCulloch suggest the following example. Library catalogers often link the topics "gay", "queer", and "homosexual" under a single subject heading, when each term may be distinct to a researcher in that field. 103 By tagging documents with one of these more specific tags, subscribers can make distinctions that general catalogers could not with a controlled vocabulary.
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The best way to understand the value of SMRs is to evaluate the ones that are the most items. 113 Participants have created personal profiles on LibraryThing in order to display their collections, and started nearly 1,500 user groups to discuss common interests. 114 The popularity of LibraryThing indicates that many people might find this information useful and are comfortable sharing their own reading habits with others.
Even if libraries do not allow people to publicly share their own circulation records, it would be helpful for researchers to be able to identify the most popular items in on a particular topic. North Carolina State University Library has recently released an OPAC that allows patrons to conduct a search and then sort their results by the most popular, based upon the items that have circulated the most. 115 Privacy is a concern, so such SRMs for scholarly articles are especially relevant to law students who may need to locate and manage large collections of resources while researching legal issues. Law librarians should teach students how to consistently and meaningfully tag their research so that everyone can easily benefit from each others' knowledge.
VIII. Library 2.0: Providing Services Within the Student's Environment
While discussing Library 2.0 theories, some experts have suggested that library services should be available wherever students need information. 118 Research is no longer a special errand that must be done within the confines of the physical library. Most students, for example, have spent years using search engines like Google off campus during the course of their normal day. Libraries should capitalize on this pre-existing knowledge and bring information services into their patrons' own spaces.
A. Instant Messaging Chat Reference
One way that libraries can make services directly available to students is to offer chat reference. Librarians can offer Internet-based chat services using two difference systems:
call center software (CCS) or through instant messaging (IM 121 The advantage of using these commercial chat programs is that patrons do not need to create personal accounts or download specialized chat software; only the library needs to have the software. The programs also allow multiple reference librarians to simultaneously monitor the chat traffic and collaborate online while answering questions.
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Due to the increased popularity of instant messaging, some libraries have started to move away from CSS systems, replacing them with IM reference service. 123 IM chat services are available through Internet services such as AOL's AIM, 124 Google Chat, 125 Yahoo! Messenger, 126 or MSN Live Messenger. 127 Most of the services require subscribers to download and install chat software in order to trade IM messages. Subscribers to any of these free networks can chat with other members. Each IM service allows users to add people to a list of "buddies." Every time users log onto an instant messaging service their IM program will indicate if their buddies are online and available.
Students who conduct an IM chat with a library's reference desk automatically add the library to their own buddy lists, enabling them to easily reach out to the library when they need help. 128 The students' buddy lists will also remind them each time they use IM that the library is available for IM chat reference. In that manner libraries are providing services to patrons in their own space rather than requiring them to go to the library for reference assistance. 129 One advantage of offering IM reference is that university students and teens are already using IM to communicate with friends around the world. 130 In 
IX. Conclusion
As computer technology and legal publishing evolve, so too will the information needs of law students continue to change. In order to keep abreast of these changes librarians should consider new ways to determine students' needs through new library surveys, focus groups, and user tests. Librarians must also define legal information literacy skills and consider how librarians can teach those skills to students. Only by combining this information can librarians begin to design services that will assist students to realize when they need to find legal information, how to find legal information, and how to use the information they find. Finally, in order to deliver services through the best available means possible, librarians must remain aware of new social networking tools and find ways to use those tools to deliver library services directly to students in their familiar online environments. 
